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e Largest social landlord South
10,000 businesses

e 40,000 benefit claimants

e 100 languages

e Qutsourced customer services contract

www.southwark.gov.uk




Introduction

e Context- continual need for efficiency

e The process of review

e Delivering customer friendly solutions
 Examples of efficiency & the national agenda

informing the people
who need to know

www.southwark.gov.uk




Developing the strategy for improvement

Service Development ’ Service Delivery »  Efficiency Savings
Strategy '

Customer Organisational Right First Contact Physical
Insight Devt Time Strategy Presence
Why) Who) What How) Where

— Social / New Media

—— Channel Migration

CSC
Improvement




Detailed analysis

Process Improvement

Avoidable Contact

eImprovement of Customer
Experience

eService Transformation

*End to End Service Delivery — All
contact channels

eLocal Priorities

*KEY SIP: removal of unnecessary
contact

Service
Improvement
Programme

Complaint Analysis

*LGO pressure for improvement in
complaints

eUltimate measure of avoidable
contact is a complaint

*KEY SIP: reduction in the number
and severity of complaints

Data-Collection

Financial Impact Analysis

eImprovements in NI 14 and
Complaints should lead to savings in
outgoing costs as well as internal
costs

©20.5 K in compensation was paid
against LGO complaints

eCompensation: £2.1 million spent in
2008-2009

eComplaints: £1 million spent on
resourcing in 2008-2009

*KEY SIP: identifying areas of spend
and initiating tactical resolutions
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Web development

* Flexible CMS solution

* Adobe LiveCycle based form design
* Account based enquiry for customers
* Personalised to their need via CRM

e Multi service applications

e Account enquiry

» Google search plus top online requests straightforward
processing

 Ease of use is key

www.southwark.gov.uk



Contact via
CSC
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informing the people
who need to know

4 Appointment
‘| with BSO

Bereavement Support Service
* Notification and who else to tell
Benefits & other services,
entitlement check

* Signposting Counselling and other
support services

* Council ‘friend’

www.southwark.gov.uk



Summary

e Central government sharing of data

* People centric process- multiple service requests
* |IT enabler — user friendly, ease of access

* Right first time — reducing error

o Simplification

www.southwark.gov.uk
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